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Al-based Chatbot Service for Financial Industry
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Abstract

Recently, companies have been required to clarify their challenges, their ideal
form, and their purpose by referring to the stages of sophistication of customer
contact points, and to aim at upgrading in stages. In this situation, one company
after another is attempting to provide a chatbot, a program which uses computers to
automate communication with humans, as a service for customers. This movement is
also in progress in the financial industry, where diverse and complicated products and
services are dealt with, and chatbots have now started to be used for customer services
and sales. Fujitsu has developed FUJITSU Financial Services Solution Finplex Robot
Agent Platform (FRAP), a chatbot service based on artificial intelligence (AI) that
is intended for enterprises. FRAP can support automated product sales or provide
customer assistance through a conversation (a chat) between the robot, which has
knowledge gained through machine learning, and a person via a messaging tool. This
paper first introduces the trend of enterprise chatbot services and examples of their
utilization in business. Then, it describes a case of introducing FRAP in Sony Bank
and the features of FRAP.
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